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Abstract 
Drawing on three case studies in each of Australia, New Zealand and Scotland, this article 
explores how care workers employed in the social services sector negotiate their unpaid 
care responsibilities in the context of lean work organisation and low pay. For younger 
workers, the unrelenting demands of service provision and low pay made any long term 
commitment to working in social services unrealistic, while many female workers 
experienced significant stress as they bent their unpaid care responsibilities to the demands 
of their paid work. However male workers, less likely to have primary caring responsibilities, 
appeared less troubled by the prioritising of paid over unpaid care work and less likely to 
self-exploit for the job. At the same time there was a widespread acceptance across 
different national and organizational contexts that the work/family juggle is a personal 
responsibility rather than a structural problem caused by the demands of underfunded and 
overstretched organisations.   
 
Keywords: social services, gender, paid care work, work and family  
 
Introduction  
A substantial literature problematises the devaluation of paid care work as a consequence of 
its connection to the unpaid caring work women have traditionally performed in the home 
and community (England, 2005; Folbre, 2008; Meagher, 2006; Palmer and Eveline, 2013). 
However, there have been relatively few studies exploring how front line care workers 
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negotiate their paid and unpaid care responsibilities, including in the expanding  ‘ǁŽƌŬĂŶĚ
ĨĂŵŝůǇ ? research terrain.  
This article focuses on frontline care workers employed in the non-profit community or 
social services sector in three large multi-service non-profit social services (NPSS) 
organizations in Australia, New Zealand (NZ) and Scotland. In all three jurisdictions, the 
number of social services workers is growing, even in NZ and Scotland where employment 
generally has been flat or decreasing, with women accounting for around 80% of employees 
(Statistics NZ, 2012; ABS, 2011; SSSC, 2012). The non-profit sector is characterised by 
nonstandard employment. In Australia and Scotland, for example, the majority of social 
services workers are employed less than full-time (ABS, 2011; SSSC, 2012). Low wages and 
poor conditions are a feature of the sector although they are often thought to be buffered 
ďǇƚŚĞŽƉƉŽƌƚƵŶŝƚǇƚŽǁŽƌŬŝŶƚĂŶĚĞŵǁŝƚŚŽŶĞ ?ƐƉĞƌƐŽŶĂůǀĂůƵĞƐ(Cunningham and James 
2011, p. 229).  Poor wages and conditions are an aspect the outsourcing of social services  
ongoing inadequate government funding and demands for efficiency, accountability and 
lean production (Baines, 2010; Cunningham, 2008; Jorgensen et al., 2009). They are 
underpinned by gendered expectations of self-sacrifice by workers (Charlesworth and 
Marshall, 2011).  
This paper explores how care workers in three different organizational and national contexts 
managed their unpaid care responsibilities at work and how they negotiated the boundaries 
between paid and unpaid care. Our purpose is to investigate how care workers  ‘Ĩŝƚ ?ǁŽƌŬĂŶĚ
family together and with what consequences (Moen, 2011, p. 92). To that end we explore 
the following questions: How does the specific NPSS context shape the negotiation of paid 
and unpaid care work by workers? What are the experiences of workers who manage both 
paid and unpaid care work in the NPSS and are these experiences different for men and 
women? Our paper makes a specific contribution to better understanding the social 
reproduction that underpins work in the NPSS and to illuminating the often hidden unpaid 
caring responsibilities of care workers. 
In the next section we briefly outline key intersecting contexts and theoretical framings for 
our analysis in the literature on care work, on the social services sector and on work and 
family. After describing our study and the case study approach taken in the following 
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section, we then take up a number of relevant themes around the negotiating of paid and 
unpaid care work that emerged in analysis of the case study data. These include the effects 
of low pay and its trade-offs,  ‘inflexible flexibility ? and the role of supervisors, and the 
gendered boundaries between paid and unpaid care work, all underpinned by the low pay 
and lean work organisation that characterises the NPSS sector.     
 
Theoretical framings  
To understand how frontline care workers in NPSS organizations negotiate paid and unpaid 
work requires a multi-theoretical approach (Cunningham and James, 2011, pp. 232-233).  
Our analysis is broadly informed by feminist perspectives on the valuing of care work and 
the doing of gender in organisations. In particular we draw on AĐŬĞƌ ?Ɛ insights that 
organisations, not just individuals are gendered (2006), in ways that both rely on and 
ƌĞƉƌŽĚƵĐĞƚŚĞ ‘ƵŶĞŶĐƵŵďĞƌĞĚǁŽƌŬĞƌ ?ƚŚƌŽƵŐŚƚŚĞŽƌŐĂŶŝƐĂƚŝŽŶŽĨǁŽƌŬ ?ĐŬĞƌ1998).   
Gender and care work  
As Daly (2002) points out, care is one of the original feminist concepts and has developed to 
include not only recognition of the material and ideological processes which confirm women 
in the social and informal role of carer but also of paid care work and its connection with 
public policy and the state (p. 252-253).  Paid care work has been conceptualised as 
 ‘ƉƌŽǀŝĚŝŶŐĨĂĐĞƚŽĨĂĐĞƐĞƌǀŝĐĞƐƚŚĂƚƐƚƌĞŶŐƚŚĞŶƚŚĞƉŚǇƐŝĐĂůŚĞĂůƚŚĂŶĚƐĂĨĞƚǇŽƌƚŚĞ
physical, cognitive or emotional skills of those they serve ? (England, Budig and Folbre, 2002, 
p. 455). The undervaluing of paid care work is the subject of a significant literature with an 
important strand providing a range of explanations for the relative low pay of care workers 
compared to similarly skilled workers (England et al., 2002; Folbre, 2001; Rasmussen, 2004). 
England (2005) identifies two relevant frameworks. The devaluation perspective argues care 
jobs are badly paid because they are overwhelmingly held by women and because care work 
is associated with the quintessentially gendered role of women, in particular mothers 
(England, 2005, p. 395). Indeed while both male and female care workers are economically 
disadvantaged in most OECD countries, the care work wage penalties for women are more 
severe (England, 2005, p. 458). Another perspective, the prisoner of love thesis (see Folbre, 
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2001) focuses on the intrinsic motives that drive many care workers, which make it easier 
both for the work in care work to be hidden and for employers to justify low wages (England, 
2005). Both perspectives are useful for understanding the invisibility of the unpaid caring 
responsibilities of paid care workers. If paid care work is inherently devalued because it is 
mainly carried out by women, it is not surprising that the family responsibilities of care 
workers are assumed as natural and hidden from view.  
While formal care is increasingly marketised, its links with the unpaid care work women do 
for free lingers in the funding and organisation of work in the NPSS. The skills required in 
care work are understood as personal to the service provider and since women mainly 
provide ƚŚĞƐĞƐĞƌǀŝĐĞƐ ?ƚŚĞƐĞƐŬŝůůƐĂŶĚǁŽŵĞŶ ?ƐĂƐƐƵŵĞĚŶĂƚƵƌĂůĂďŝůŝƚŝĞƐĨŽƌĞŵŽƚŝŽŶĂů
work are expected to be available to employers when they are hired (Rasmussen, 2004, p. 
511). In many ways then the highly gendered nature of care work provides a sector-wide 
institutional logic (McDonald and Charlesworth, 2011) that shapes the expectations that 
employers, clients, communities and workers themselves have of the predominantly female 
ǁŽƌŬĨŽƌĐĞ ?ƐĐĂƉĂĐŝƚǇƚŽƉƌŽǀŝĚĞĞůĂƐƚŝĐĂŶĚĞŶĚůĞƐƐĐĂƌĞƌĞŐĂƌĚůĞƐƐŽĨǁĂŐĞƐĂŶĚǁŽƌŬŝŶŐ
conditions (Charlesworth, 2010). 
Low pay and lean work organisation   
The delivery of social services in most industrialised countries has been profoundly affected 
by the shift to the market that sought to transfer economic responsibilities from the state to 
civil society (Bach and Bordongna, 2011; Duncan and Campbell, 2011). The outsourcing of 
social services in particular has been accompanied by neo-liberal governance or New Public 
Management (NPM). Managerialist outcome-based models and their explicit and implicit 
demands for efficiency and value for money, accountability and lean production have been 
taken up to varying degrees in different countries (Baines, 2004; Evans, Richmond and 
Shields, 2005; Cunningham and James, 2011). The NPM-inspired cutting and controlling of 
costs by increasing accountability and strongly controlling performance impacts directly on 
front line care workers, who are held responsible for providing the services but are unable to 
influence the use of resources (Rasmussen 2004, p. 510). While in the past the NPSS sector 
supplemented and extended the government provision of social services, today 
organizations in the sector  ‘ƉƌŽǀŝĚĞƐŽĐŝĂůĐĂƌĞĂƚůŽǁĞƌĐŽƐƚƐƚŽĂǁŝĚĞƌĂŶŐĞŽĨĞǆĐůƵĚĞĚ
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and mainstream populations no longer serviced by tŚĞƐƚĂƚĞ ? ?Baines, Charlesworth and 
Cunningham, 2014a, p. 3).   
The transfer of the delivery of many social services to the non-government sector to contain 
spending has had a direct impact on wages and conditions for workers (Kosny and 
MacEachen, 2010, p. 360). In the marketised NPSS, managerialist, outcomes-based models 
such as NPM are manifested differently across national settings and in different program 
areas mediated by country-specific legal and institutional and cultural traditions (Baines, 
Charlesworth and Cunningham, 2014b; Bach and Bordogona, 2011). What is broadly 
consistent across most countries is a growth in nonstandard or atypical employment in the 
contracted out sectors (Bach and Bordongna, 2011, p. 2287).  In the NPSS, in particular, 
outsourcing has brought with it not only low wages but also increasing workloads, closer 
monitoring and bureaucracy, understaffing and stress brought on by the pressures of the 
external environment that many care workers feel compromises their ability to provide 
quality services (Cunningham and James, 2011, p.277).  
Labour process scholarship has highlighted the production and consequences of lean work 
organisation in the NPSS sector. Analyses of the impact of funding models and the adequacy 
of funding suggest that the impact of outsourcing has had profound consequences for 
ĞŵƉůŽǇĞĞƐ ?ǁŽƌŬŝŶŐĐŽŶĚŝƚŝŽŶƐŵŽƌĞŐĞŶĞƌĂůůǇ ?ŝŶĐůƵĚŝŶŐǁŽƌŬŝŶƚĞŶƐŝĨŝĐĂƚŝŽŶ ?ŝŶĐƌĞĂƐŝŶŐ
demands for documentation and workplace violence (Baines and Cunningham, 2011; 
Cunningham, 2008; Baines, 2004, 2010; Aronson and Smith, 2010;). Further, because the 
outcome measures imposed on social services organizations fail to recognise the workload 
and the complexity of the work needed to deliver services on the ground, there are direct 
ĐŽŶƐĞƋƵĞŶĐĞƐĨŽƌǁŽƌŬĞƌƐ ?ĐĂƉĂĐŝƚǇƚŽŵĂŶĂŐĞƚŚĞŝƌƉĂŝĚĂŶĚƵŶƉĂŝĚĐĂƌĞǁŽƌŬ ?
Underfunded services and rising social disadvantage place stress on services and workers, 
making it hard for them to place their own needs above those to whom they provide care 
and easy for organizations to rely on gendered expectations of self-sacrifice (Charlesworth 
and Baines, 2011). 
Another important consequence of the lean work organisation produced through tight 
budgets is the challenge it presents to the social justice values held by many workers 
(Baines, 2010; Rasmussen, 2004). Experiences in a number of countries suggest that among 
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NPSS workers there are high levels of commitment based on prior orientations of altruism 
and commitment to the wellbeing of vulnerable groups, related political and ideological 
beliefs and a desire to care (Cunningham and James, 2011, p. 227; Baines, 2011a; McDonald 
and Charlesworth, 2011).  Workers may feel positive about making changes that help and 
empower those to whom they provide services but may also be very frustrated by changes 
in the labour process that increase the pace and volume of their work, crowding out the 
time and energy they have for unpaid care. 
Work and family  
The scholarship around the interaction of work and family has burgeoned in the last two 
decades, focused on the growing pressures on workers, families and workplaces with the 
increased labour force participation of women and also on state level or workplace policies 
ĚĞƐŝŐŶĞĚƚŽ ‘ĚĞĂů ?ǁŝƚŚƚŚĞƐĞƉressures (for a review see Bianchi and Milkie, 2010).1 
tŽŵĞŶ ?ƐŝŶĐƌĞĂƐĞĚĞŵƉůŽǇŵĞŶƚƉĂƌƚŝĐŝƉĂƚŝŽŶand the shift from a male 
breadwinner/female caregiver model of work-family relations has two key effects; it 
increases the resources available to meet the needs of families and communities while also 
ŝŶƚĞŶƐŝĨǇŝŶŐƚŚĞĚĞŵĂŶĚƐŽŶǁŽŵĞŶ ?ƐŵŽŶĞǇĂŶĚƚŝŵĞ ?&ŽůďƌĞ, 2006, p. 185). This is 
because while dual earner families are now the norm, diverse policy reforms have 
ĐŽŶƚƌŝďƵƚĞĚƚŽĂ ‘ĚƵĂůĞĂƌŶĞƌ ?ŐĞŶĚĞƌƐƉĞĐŝĂůŝǌĞĚĨĂŵŝůǇŵŽĚĞů ? ?Daly 2011, p. 19). 
The fact that institutions such as workplaces and the domestic division of labour have 
remained relatively unchanged has led to an increase in tensions, borne overwhelmingly by 
women, at the intersections between work and family (Pocock, 2003). While not commonly 
framed as a work/family concern, the social services sector provides some of the critical care 
infrastructure that allows many women to engage in paid employment while also creating 
pressure for more wide-spread services in a contracted-out state. At the same time while 
the sector is a growing employer of women in most industrialised countries, the low wages 
and poor conditions that characterise the sector provide an inadequate basis for employee 
work-family balance.  
While there are many studies of how middle-class and professional women (and increasingly 
men) manage work and family, there is now growing interest in the situation of low-paid 
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workers, for whom securing sufficient income may be a more pressing concern than 
balancing work and home life (Emilie and Hunt, 2009, p. 167). Several studies have found 
more gendered patterns of work and care among the low-waged where it is women, rather 
than men, who bend their jobs to meet family needs (Warren et al., 2009, p. 177; Weigt and 
Solomon, 2008). Having access to predictable, bounded working hours and to informal 
support through supervisors appears to be more crucial for low-waged women than women 
in professional positions (Weigt and Solomon, 2008). Indeed, line supervisors appear to be 
very important in mitigating (or not) the stress and strain involved in paid care work (Palmer 
and Eveline, 2013; Rubery and Urwin, 2011). Supportive extended family networks are also 
vital to lessen the shortfalls of low-wage work both financially and in terms of informal care 
provision (Weight and Solomon, 2008, p. 639).  
WŽƌŬĞƌƐ ?ŶĞŐŽƚŝĂƚŝŽŶŽĨǁŽƌŬĂŶĚĐĂƌĞƚĂŬĞƐƉůĂĐĞǁŝƚŚŝŶgendered work and care regimes 
(Pocock, 2005) and workplaces in which a gender division of labour, gendered hierarchies of 
power, a gendered culture, and gender patterns of personal and emotional relations among 
staff are embedded (Connell, 2005, p. 374). Hobson (2011) ĞŵƉůŽǇƐ^ĞŶ ?ƐĐĂƉĂďŝůŝƚŝĞƐ
framework to also highlight the complex interplay of structure and agency in the negotiation 
of work and family at the workplace level and the tensions that arise for workers in realising 
the work-family balance to which they aspire. Indeed some of these tensions arise because 
employer efforts to accommodate work and care are predicated on the gender division of 
labour, which limit ƚŚĞ ‘ŐĞŶƵŝŶĞĐŚŽŝĐĞƐ ?workers can make about balancing work and care 
(Lewis and Giullari, 2005, p. 89). For example, most workplace work-family policies, where 
they exist, provide in practice for the domestic responsibilities of women (Connell 2005, p. 
375). While they may be expressed in gender-neutral terms, such policies are taken up 
overwhelmingly by women, who are seen as responsible for maintaining the transitions 
between world of home and work (Emslie and Hunt, 2009; Morehead, 2001). At the same 
time the demands of the workplace can work to undercut the limited efficacy of work-family 
policies. In the restructured NPSS, for example, care workers are expected to be committed 
and willing to take responsibility for the aims of the organisation in a situation of excessive 
demands over which they have no control (Rasmussen, 2004, p. 523). 
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These intersecting theoretical framings on gender and care work, on the political economy 
and labour process of the NPSS, and on work and family inform our analysis of how and with 
what consequences care workers manage paid and unpaid care work, and specifically of how 
the NPSS context shapes this negotiation of work and family.  
 
The Study  
Our focus in this paper is on the ways in which workers in three different NPSS organizations 
juggle work and care in the workplace. Our analysis is part of a larger study of the changing 
work experience of front-line care workers working in the NPSS sector in four comparable, 
restructured, liberal welfare states. The larger study which involved 13 case studies of NPSS 
organizations in Australia (3), Canada (4), New Zealand (3) and Scotland (3) undertaken 
between 2010 and 2013, aimed to investigate similarities and differences in the impacts of 
funding regimes and new managerial modes on NPSS workers (Baines and Cunningham, 
2013). In this paper we draw on interviews with care workers and managers in three large 
multi-service organizations in Australia, New Zealand and Scotland that were conducted in 
2010-12. We focus in the main on the commonalties ŽĨǁŽƌŬĞƌƐ ? experiences across the 
three organizations rather than on national context. 
All three organizations provide a wide range of services across a number of sites including in 
the areas of housing/homelessness, aged care and disability, addictions, financial counselling 
and support, and family services. While both the Scottish and Australian organizations, 
ScotCo and AusCo, receive the majority of their funding through tendering for government 
contracts, NZCo relies mainly on fund-raising and philanthropic support. ScotCo is the largest 
organization with almost 1000 employees of whom 75% are women. Forty per cent work 
part-time or on a temporary or sessional basis. AusCo has around 800 employees of whom 
80% are women. While employees are on a mix of full-time, part-time and casual contracts, 
almost half of the direct care staff were employed on casual or fixed term contracts. NZCo is 
the smallest organization with around 80 employees of whom a third work on a part-time or 
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Ethics approval was obtained at each of the relevant universities to conduct the research. 
The three organizations (and others) were initially approached because of their respective 
reputations as leaders in the field of social services and because they were generally seen as 
effective organizations. Our case studies involved a team of researchers (between two and 
five) in a short, concentrated study involving interviews, observations and a review of 
publically available documents. Our goal was to gather a wide range of perspectives from 
different parts of each organisation and from frontline workers, line managers or team 
leaders as well as senior managers on a variety of issues. These included the type of work 
undertaken, any changes in the work undertaken by the organizations and the workers as 
well as in the way work is organised over the last five years; the nature and extent of any 
violence at work, how workers managed their paid and unpaid care work, and the hopes and 
plans workers had for the future.   
Consistent with qualitative research generally our aim was to illuminate processes at work 
rather than measure precise levels of oppression or to generalise to larger populations 
(Weigt & Solomon, 2008, p. 623). Between three and five naturalistic observations in each 
organization, involving a mixture of formal and informal discussions with organization 
workers and service users, providing a basis to observe the flow of work, workload and 
service user-worker interactions (Kosny and MacEachen, 2010, p. 362).  The data used in this 
paper came overwhelmingly from interviews, as the case studies did not involve observing 
the family life of workers. 
Preparation for the study included an initial analysis of organization documents and 
discussion with senior management at each case study site. The first group of interviewees 
were selected on the basis of the informant perspective they could bring to the study with 
subsequent interviewees approached for their potential contribution to our study. 
Interviews typically took between 45-90 minutes and were audio-recorded. The team of 
researchers debriefed at multiple points in the day and iterated emerging themes into 
subsequent interviews and observations. This practice, alongside our extensive preparation, 
meant that we could clarify issues while in situ. Consistent with the use of this method in 
other studies, this iterative approach meant that saturation was achieved usually within 
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three to five days, with further data collection confirming and deepening initial themes (see 
Bowen, 2008; Szebehely, 2007).  
The gender and roles of interviewees at the three organizations are set out in Table 1. We 
interviewed 52 individuals in all, including nine senior managers, 18 team leaders and 22 
support/project workers. At all three organizations team leaders or line supervisors are 
directly involved in the delivery of front-line care. The ratio of female to male interviewees 
corresponded generally to the gender composition of each organization ?ƐǁŽƌŬĨŽƌĐĞ ?     
Place Table 1 about here 
All interviews were transcribed verbatim and the researchers made written field notes of 
participant observations.  A constant comparison method of data analysis was used until 
concepts and categories were identified and patterns emerged for the different groups of 
workers relevant to our focus of inquiry (Bazaley, 2009).  While managing paid and unpaid 
care work was not the only theme of the interviews, it surfaced strongly for most 
interviewees and as an important context within which workers and managers negotiated 
and explained their work.  
 
Juggling paid and unpaid care work  
The findings are presented in terms of key themes that emerged around work and care in 
the three case study sites, in the context of low pay and lean work organization. Almost half 
of the frontline staff and line manager interviewees reported primary caring responsibilities 
for children or other family members, while several younger workers indicated their hopes 
of having children in the future. Other interviewees indicated they had adult children with 
varying levels of responsibility.  ^ŽŵĞŝŶĨŽƌŵĂŶƚƐ ?ĐĂƌĞƌĞƐƉŽŶƐŝďŝůŝƚŝĞƐŽŶůǇĞŵĞƌŐĞĚŝŶ
discussion. One example was at NZCo, where a young worker first declared she had no 
family responsibilities and then described how she and her brother cared for a sister living 
with them who had serious mental health issues. The senior manager interviewees were less 
likely to talk about their own circumstances and where the work/family nexus was raised, 
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Adequate pay is rarely conceptualised as a family-friendly benefit in the work and family 
literature nor is low pay typically seen as a family-hostile dimension of paid work. Yet the 
relative quantum of pay directly influences the capacity to provide unpaid care. The issue of 
low pay is a persistent one in social services workplaces. While there is some debate about 
whether there has been an unfavourable shift in pay (and employment conditions) in 
contracted out social services, what is clear is that in all three countries pay in the social 
services sector is very low in comparison with other workers (Cunningham and James, 2011, 
p. 229). In our three case study sites, the relatively low pay of social service work generally 
was an issue raised not only by staff but also by managers.  Most compared social services 
wages to government workers doing similar work and noted the disparity in pay. Others 
compared sector wages to those in other low wage work. Simon, an AusCo senior manager, 
remarked  ‘ǁĞƉĂǇƉĞŽƉůĞƚŚĂƚƐƚĂĐŬƐŚĞůǀĞƐŝŶ^ĂĨĞǁĂǇŵŽƌĞƚŚĂŶǁĞƉĂǇŽƵƌƐƚĂĨĨ ?.  
At both AusCo and ScotCo pay rates were seen as typical in the national context of the social 
services sector, particularly for larger organizations. In an enterprise agreement at AusCo 
ǁŽƌŬĞƌƐ ?ƐĂůĂƌǇůĞǀĞůƐǁĞƌĞƉŝŶŶĞĚĂƚĂǀĞƌǇƐŵĂůůƉƌĞŵŝƵŵĂďŽǀĞŵŝŶŝŵƵŵŝŶĚƵƐƚƌǇƌĂƚĞƐ ?
At ScotCo the regular cost of living increases had not been paid because of austerity 
measures put in place by (funding bodies) subsequent to the Global Financial Crisis. This was 
consistent with what was occurring across the Scottish sector (Cunningham, Hearne and 
James, 2013). 
There was some divergence in views between local sector informants and managers as to 
where their particular organization stood in terms of comparison with similar sector 
organizations. These differences were particularly sharp in the case of NZCo. While the 
prevailing view of local sector informants was that NZCo wages were below the sector norm, 
NZCo senior managers and line managers insisted ƚŚĂƚƚŚĞŝƌǁĂŐĞƐǁĞƌĞĂƚƚŚĞ ‘ŵŝĚ-market 
 ‘ƌĂŶŐĞ ?2  Yet unlike ScotCo and AusCo where pay levels were very much constrained by 
government funding, NZCo relied in the main on private fundraising. Thus wages were set by 
the organization. Not only were professional staff, such as social workers, paid well below 
national norms, but the relative wages paid to different individuals were set by senior and 
line managers. Without a funding contract specifying wage levels across the organization, 
some frontline staff were frustrated by a lack of transparency. Belinda, a NZCo social worker, 
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said ƐŚĞŚĂĚŶŽŝĚĞĂŽĨŚĞƌƐƵƉĞƌǀŝƐŽƌ ?ƐŽƌŚĞƌĐŽůůĞĂŐƵĞƐ ? wages but that  ‘I think if I found 
ŽƵƚ/ ?ĚƉƌŽďĂďůǇŐĞƚĂŶŐƌǇƐŽ/ůŝŬĞƚŽďĞŶĂŝǀĞ ? ? 
Normally, different wage rates paid to workers doing similar jobs reflects program funding 
paid under different government contracts (Baines, Charlesworth and Cunningham, 2014b, 
p. 22) rather than the managerial prerogative exercised at NZCo. While at ScotCo and AusCo 
differential pay rates were seen as an inevitable result of strict funding guidelines that 
prevented any cross-subsiding across programs, they were also seen as ad hoc and unfair by 
workers and managers. At AusCo, for example, Alison, a senior manager told us that there 
was quite a bit of staff resentment because case managers are employed at higher grades in 
better-funded disability programs than case managers in more poorly funded programs 
despite the work being essentially the same.  
There was broad acceptance by many of the workers and by their managers that relatively 
low pay was the price for working in the sector.  A dominant discourse, not only within 
organizations but in the sector and government funding bodies more generally, is that low 
pay is a trade-off for what is seen to be the intrinsic value of care work:  
 ‘Ƶƚŝƚ ?ƐĂĐĂƐĞŽĨƉĞŽƉůĞĂƌĞǁŝůůŝŶŐƚŽĐŽŵĞĂŶĚǁŽƌŬĨŽƌƵƐďĞĐĂƵƐĞƚŚĞǇ ?ǀĞƐĞĞŶǁŚĂƚ
ǁĞ ?ƌĞĚŽŝŶŐĂŶĚ/ƚŚŝŶŬƚŚĞĞƚŚŽƐŽĨǁŚĂƚǁĞ ?ƌĞĚŽŝŶŐŝƐŵŽƌĞĞŶĐŽƵƌĂŐŝŶŐƚŚĂŶũƵƐƚƐŽƌƚ
of a pay ĂƚƚŚĞĞŶĚŽĨƚŚĞǁĞĞŬ ? ? (Paul, ScotCo line manager).  
John, an AusCo line manager, pointed out, however, that this trade-off might come at the 
cost of staff turnover:  ‘Periodically I lose staff because of the pay that we pay, and good 
staff ?. Nevertheless in areas of increasing unemployment, such as in Scotland, having a job at 
all, even if low paid, was valued by a number of workers. As Leonie, a ScotCo project worker 
said: ͚Well, I mean, I just kind of think I could get myself quite angry about it but I ƚŚŝŶŬ/ ?ŵ
just lucky to have a job. ?   
Beyond any immediate recruitment and retention issues created by low pay in the sector, 
inadequate wages impact on the potential care responsibilities workers may assume. Liz, an 
AusCo youth worker told us that as much as she loved her job it would not be an option if 
she had a family in the future saying  ‘If I had a family, there is no way that I could afford to 
work here ?.  She described making do in her current situation by living in shared 
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accommodation and buying clothes from second-hand shops. Indeed it is the absence of 
family responsibilities that makes it possible for some workers to remain in the sector:  
 ‘Fortunately I have got no kids or anything at the moment Q I don't have any debts or 
anything so it's not an issue really ? (Ian, AusCo team leader) 
There was also explicit recognition by some managers about the impact low wages had on 
young people remaining in the sector after they took on family responsibilities and at the 
ƐĂŵĞƚŝŵĞƚŚĞŝƌǁŝůůŝŶŐŶĞƐƐƚŽŵĂŬĞƚŚĞ ‘ŐŝĨƚ ?ŽĨǁŽƌŬŝŶŐĨŽƌůŽǁwages: As Simon, an AusCo 
senior manager, put it: 
  ‘They come out of the Uni and have a high social consciousness, but after five years 
ǇŽƵ ?ǀĞŐŽƚĂďŽǇĨƌŝĞŶĚ ?ǇŽƵǁĂŶƚƚŽŐĞƚŵĂƌƌŝĞĚĂŶĚďƵǇĂŚŽƵƐĞ ?ƚŚĞǇĐĂŶ ?ƚĂĨĨŽƌĚƚŽ
ŬĞĞƉǁŽƌŬŝŶŐĂƚ ? ? ? ? ? ? ?ĂǇĞĂƌǁŚĞŶǇŽƵĐĂŶŐĞƚ ? ? ? ? ? ? ?ƐŽŵĞǁŚĞƌĞĞůƐĞ ?^ŽƚŚĞƌĞ ?ƐĂ
bit of a gift factor ? ? 
An interesting theme to emerge was the extent to which paid care work (and the services 
provided) are directly subsidised by partners and families. We heard many such stories that 
ranged from people such as Peter a ScotCo support worker -  ‘/ŵĞĂŶ ?/ ?ŵ ? ?ǇĞĂƌƐŽůĚĂŶĚ
/ ?ŵƐƚŝůůƐƚĂǇŝŶŐǁŝƚŚŵǇŵŽƚŚĞƌƐŽŝƚ ?ƐĂďŽƵƚƚŝŵĞ/ƐƚĂƌƚĞĚƚŽŐĞƚŵŽƌĞŵŽŶĞǇ ? - to the more 
ĐŽŵŵŽŶĞǆƉĞƌŝĞŶĐĞŽĨŵĂŝŶůǇĨĞŵĂůĞĐĂƌĞǁŽƌŬĞƌƐďĞŝŶŐĂďůĞƚŽ ‘ĂĨĨŽƌĚ ?ƚŽǁŽƌŬŝŶ social 
services because of their ƉĂƌƚŶĞƌƐ ? wages.   As Janet, a NZCo social worker, notes: 
 ‘&ŽƌƚƵŶĂƚĞůǇŵǇŚƵƐďĂŶĚĞĂƌŶƐĂƌĞĂƐŽŶĂďůĞƐƵŵĂŶĚƐŽǁŚĂƚ/ĞĂƌŶŝƐĂůŵŽƐƚthe cream, 
ƌĞĂůůǇ ?. This stereotype of women in care work as male-supported shapes the way both 
managers and workers can rationalise low pay (Palmer and Eveline, 2013, p. 262).  
Less typically, James a NZCo support worker was able to work at a job he enjoyed because 
his wife, a primary school teacher, earned more than he did P ‘If I was the sole breadwinner I 
ĐŽƵůĚŶ ?ƚƉƌŽďĂďůǇĂĨĨŽƌĚƚŽǁŽƌŬŚĞƌĞ ?. In an extreme case, Belinda, a NZCo social worker, 
related how low wages and the unreimbursed costs incurred doing her paid work were 
directly subsidised by her daughter. Belinda worked every second week at second site more 
than 100 kilometres away from the main site. Because NZCo does not cover her additional 
fuel costs, Belinda is dependent on her adult daughter for groceries and helping her get by: 
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 ‘DǇĚĂƵŐŚƚĞƌůŝǀĞƐƵƉƚŚĞƌŽĂĚĨƌŽŵŵĞ ?/ŐŽƚŚĞƌĞĨŽƌĨŽŽĚďĞĐĂƵƐĞ/ĚŽŶ ?ƚďƵǇŝƚďĞĐĂƵƐĞ/
ĐĂŶ ?ƚ ?ďĞĐĂƵƐĞ/ŚĂǀĞƚŽƐĂǀĞŵǇŵŽŶĞǇĨŽƌŐĂƐ. ? 
 ?Family-friendly? workplaces?  
The absence or presence of family-friendly working conditions is a central concern of the 
work and family literature (Bianchi and Milkie 2010; Pocock 2003). Such conditions can be 
understood as employee-orientated working conditions available to workers in their jobs for 
the purpose of helping them to balance paid work and family responsibilities (Campbell and 
Charlesworth, 2004, p. 40), including formal or informal working time and leave 
arrangements. 
Within the social services sector, labour process scholarship has focused attention on the 
managerial models required by government contracts that produce lean work organisation 
(Baines, 2004, 2010; Cunningham, 2008; Richmond and Evans, 2005). The short-term nature 
and the high workloads such contracts bring in addition to the demands of different groups 
of vulnerable populations that the NPSS sector serve, operate together to produce family-
hostile working arrangements (such as long hours, intermittent scheduling) and to undercut 
any family-friendly conditions that may be provided through industrial agreements, 
organizational policy or supportive line managers (Baines, 2011b).   
Several interviewees spoke about being able to negotiate working time to meet care 
responsibilities. For example, Stewart, a ScotCo support worker, described how he had his 
roster arranged around his access visits to his daughter. For other workers, however, the 
experience of formal flexibility was that it was inflexible. Mary, an AusCo support worker 
said that the nature of her job supporting disadvantaged families ŵĞĂŶƚƐŚĞĚŝĚŶ ?ƚƵƐĞthe 
organization ?Ɛ time in lieu policy. This was because  ‘ QĂƐĂĐĂƐĞŵĂŶĂŐĞƌ/ĚŽŶ ?ƚƚŚŝŶŬǇŽƵ ?Ě
ŚĂǀĞƚŚĞƚŝŵĞďĞĐĂƵƐĞĂůůǇŽƵ ?ĚďĞĚŽŝŶŐŝƐĐŽŵŝŶŐďĂĐŬƚŽ ? ?ŵŽƌĞǀŽŝĐĞŵĂŝůŵĞƐƐĂŐĞƐĂůů
ƐĂǇŝŶŐ ? “,ĞůƉ ?/ ?ŵŝŶĐƌŝƐŝƐ ?. ?,ŝŐŚ workloads and inflexibility can also undercut basic 
workplace entitlements such as sick leave as many workers do not to want to leave their 
colleagues in the lurch by accessing leave. This was acknowledged by Lucy, an AusCo youth 
homelessness line manager, who said,  ‘ŝƚŝƐƉƌĞƚƚǇƌĂƌĞƚŚĂƚƉĞŽƉůĞŚĂǀĞƐŝĐŬůĞĂǀĞŝŶŽƵƌ
team. Even when they are sick ... I have to force people to go home ?.  
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Where there is a lack of on-going flexibility available to help balance work and care, female 
workers may vote with their feet. Patricia, a ScotCo line manager, has a daughter with 
ƐƉĞƌŐĞƌ ?ƐǁŚŽƐĞĐĂƌĞƐŚĞŵĂŶĂŐes through a patchwork arrangement of doing 12 hour 
shifts and having her mother and her former partner care for her daughter while she is at 
work. She is currently [just] managing around the fixed shifts but says:   ‘If I did leave at any 
point it would probably be because of my childcare reasons and I might be going part-time 
somewhere or somewhere with different hours. ?   
WĂƚƌŝĐŝĂ ?ƐƐŝƚƵĂƚŝŽŶĂůƐŽŚŝŐŚůŝŐŚƚƐƚŚĞƌĞůŝĂŶĐĞŽŶŽƚŚĞƌĨĂŵŝůǇŵĞŵďĞƌƐƚŽďƵĨĨĞƌƚŚĞůĂĐŬŽĨ
flexibility at work. Further, while gendered expectations of self-sacrifice may characterise 
work in the NPSS (Baines et al, 2014b) such expectations can also lead to workers sacrificing 
their desire to be involved in the lives of those for whom they care, ĂƐŚĂƐďĞĞŶ:ƵĚǇ ?Ɛ
experience at ScotCo. Judy, a social worker, has a seven year old and a two year old. When 
she works overnight shifts her parents, who also pick up and care for her seven year old on 
school days, come and stay with the children. This leads to a lot of guilt ŽŶ:ƵĚǇ ?ƐƉĂƌƚ, not 
only having to rely on her parents to absorb the lack of flexibility in her job but also in failing 
her own parenting standards: 
 ‘ QĂƚƚŝŵĞƐ/ĨĞĞůƚŚĂƚŵǇĐŚŝůĚƌĞŶŐĞƚƚŚĞĚƌĞŐƐŽĨŵĞ Q/ĚŽĨĞĞůĂƚƚŝŵĞƐƚŚĂƚƚŚĞǇĐŽŵĞĂ
poor second. My husband  W he is in even a more demanding job than myself.  I rely 
ŚĞĂǀŝůǇŽŶŵǇŵŽƚŚĞƌĂŶĚŵǇĨĂƚŚĞƌ QƚŚĞĚĞĨŝŶŝƚŝŽŶŽĨĂ ‘ŐŽŽĚ ĞŶŽƵŐŚ ?ƉĂƌĞŶƚŝƐƚŚĂƚ
ǇŽƵ ?ƌĞŚŽŵĞƚŽƐĞĞƚŚĞŵŐŽƚŽďĞĚĂƚŶŝŐŚƚ ?zŽƵ ?ƌĞƚŚ ƌĞĂƚnight-time - ǁĞůů ?/ĐĂŶ ?ƚĞǀĞŶ
do that sometimes. ? 
The professional knowledge Judy has of what constitutes positive family functioning 
contributes to her perceived failure to meet such standards herself. While she has a 
husband, it is Judy, also employed full-time, who takes on the managing of the unpaid care 
work and her own sense of unmet needs, thus reflecting the broader care regime in which 
ǁŽŵĞŶĂƌĞŚĞůĚƌĞƐƉŽŶƐŝďůĞĨŽƌŵĂŬŝŶŐĨĂŵŝůǇĂŶĚĞŵƉůŽǇŵĞŶƚ ‘ǁŽƌŬ ? ?tĞŝŐƚand Solomon, 
2008, p. 645) 
Both the labour process and the work and family literature underscore the importance of 
line managers, including their role in being supportive or not of their employees ? unpaid 
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caring responsibilities. In particular within the NPSS, supervisors can moderate the harsher 
aspects of work within the very real constraints of what is possible (Baines and Cunningham, 
2011; Palmer and Eveline, 2013; Rubery and Urwin, 2011). Our data picked up a range of 
views held by line managers regarding their role of providing support to workers with care 
responsibilities.  Many of the line managers interviewed expressed some conditional support 
for providing some employee Worientated flexibility where possible for those they 
supervised. David, a NZCo line manager, was however frank about his view that work/life 
balance is a concession too far: 
 ‘tŽƌŬŝŶŐĨŽƌĂŶŽƌŐĂŶŝǌĂƚŝŽŶƚŚĂƚŝƐĐŚĂƌŝƚĂďůǇƐƵƉƉŽƌƚĞĚ ?ǇŽƵĐĂŶ ?ƚĞǆƉĞĐƚĞǆƚƌĂ
ĐŽŶĐĞƐƐŝŽŶƐĨƌŽŵƚŚĞĞŵƉůŽǇĞƌ ?Like what?  ‘Like wages, work-life balance Q ? 
Several line managers referred to various forms of informal quid pro quo flexibility that were 
possible within the constraints of work demands. When asked about family-friendly 
arrangements, Doug, a NZCo senior line manager said  ‘tĞ ?ƌĞĨĂŝƌůǇĨůĞǆŝďůĞ Qthere will come 
ĂƚŝŵĞƐŽŵĞďŽĚǇŵŝŐŚƚŶĞĞĚƚŽŐŽƚŽƚŚĞĚĞŶƚŝƐƚĂŶĚƚŚĞǇ ?ƌĞĂƉƉůǇŝŶŐĨŽƌůĞĂǀĞƐŽǁĞ say, 
 “ŽŶ ?ƚǁŽƌƌǇĂďŽƵƚŝƚ ? ? ?Interestingly Doug refers to time for self-care rather than caring 
responsibilities. However, it is clear access to this sort of flexibility is contingent on the 
particular supervisor.  To gain informal support workers have to tap into individual 
relationships with supervisors which they have to both develop and maintain (Weigt and 
Solomon 2008, p. 636). The necessity of having to engage in relationship building both 
makes practical and on-going access to flexibility highly dependent on having a supportive 
supervisor (and on an individual worker ?s capacity to negotiate.  
In some instances we found supervisors who were not just supportive of workers ? rights to 
formal flexibility and needs for informal flexibility but who also acted as shock absorbers for 
their staff. Lucy, an AusCo line manager, describes her approach thus:  
 ‘^Ž/ ?ůůŽĨƚĞŶĚŽĂůŽƚŽĨƚŚĞĂĚĚŝƚŝŽŶĂůǁŽƌŬƐŽƚŚĂƚŵǇƚĞĂŵĐĂŶŐŽŚŽŵĞǁŚĞŶƚŚĞǇŶĞĞĚ
ƚŽ ?Ƶƚ/ ?ŵƉƌĞƚƚǇĐůĞĂƌǁŝƚŚƚŚĞŵĂďŽƵƚƌĞĐŽŐŶŝƐŝŶŐƚŚĞŝƌd/> [time in lieu] ?ŝƚ ?ƐŵƵĐŚ
ŚĂƌĚĞƌŝŶŵŝĚĚůĞŵĂŶĂŐĞŵĞŶƚƚŽĂĐƚƵĂůůǇƚŽƚĂŬĞǇŽƵƌŽǁŶƚŝŵĞŽĨĨ ?/ƚ ?ƐŵƵĐŚĞĂƐŝĞƌƚŽ
back fill staff on the ground than my position. ? 
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In both ScotCo and AusCo the juggle between paid and unpaid care work appeared to be 
individualised by both workers and line managers, notwithstanding the presence of formal 
work-family policies. In NZCo, there were few policies with any access to ad hoc flexibility 
largely dependent on line manager discretion. In all three organizations workers used a 
variety of individual strategies to manage work and care that drew more on their 
accommodation of the demands of work than adjustments of the workplace to the demands 
of care. Such individualised strategies are necessarily limited as any significant workplace 
changes to support work-family balance require collective action (Bailyn, 2011, p. 20). 
Taking it home: hard & blurred boundaries  
One useful way to theorise the ways workers manage and negotiate market work and 
ƵŶƉĂŝĚĐĂƌĞǁŽƌŬŝƐůĂƌŬ ?ƐĐŽŶĐĞƉƚŽĨ ‘ďŽƌĚĞƌ-Đ ŽƐƐŝŶŐƐ ?ďĞƚǁĞĞŶƚŚĞƐĞƵƐƵĂůůǇƐĞƉĂƌĂƚĞ
spheres (2000). Such borders vary in permeability - the extent to which elements from other 
domains may enter; in flexibility - the extent to which a border may expand or contract; as 
well in the extent that borders might blend or merge (Clark, 2000, pp. 756-757). The 
strength of the borders and the direction of the spillover from one domain to another 
depend on how these various factors combine. We saw this in the way our informants talked 
about taking work home both emotionally and physically (or not).  For some the spillover 
from work to home was seen as inevitable and part of the job, while others worked hard to 
keep clear boundaries between work and life outside. 
Most interviewees spoke about how their care responsibilities were accommodated around 
the rigid and/or boundless demands of their work. Several line managers saw workers who 
made trade-offs, ďǇ ‘ĐŚŽŽƐŝŶŐ ? part-time or temporary work to get the hours they wanted, as 
making individual choices about their working time. Indeed Angie, a ScotCo line manager, 
considered the decisions made by some of her staff to work on a temporary or sessional 
basis if they were unable to work weekends or nightshifts as evidence of the organization 
being flexible and responsive to the demands of unpaid care as it allowed workers ƚŽ ‘ŬĞĞƉ
ƚŚĞŝƌŚĂŶĚƐŝŶ ? ?ƐŽŵĞƚŚŝŶŐƐŚĞĐŽŶĐĞĚĞĚwas of also of advantage to the organization. The 
view that workers needed to adjust around the demands of the workplace was also reflected 
by Jim, a ScotCo support worker in the same work unit as Angie. He said:  
 18 
 
This is the peer reviewed version of the following article: Cunningham, I., Charlesworth, S., & Baines, D. (2016). 'If I had a family, 
there is no way that I could afford to work here': juggling paid and unpaid care work in social services. Gender, Work and 
Organization, which has been published in final form. This article may be used for non-commercial purposes in accordance with 
Wiley Terms and Conditions for Self-Archiving. 
 ‘ QƚŚĞŶĞĞĚƐŽĨƚŚĞƐĞƌǀŝĐĞĐŽŵĞƐĨŝƌƐƚĂŶĚďĞĐĂƵƐĞƚŚŝƐƉĂƌƚŝĐƵůĂƌƐĞƌǀŝĐĞŝƐ ? ? ? ? ?ĂŶĚ ?
ǁŽƌŬŝŶŐŶŝŐŚƚƐŚŝĨƚ ?ǁŽƌŬƐ ?ĨŽƌƐŽŵĞƉĞŽƉůĞŝƚ ?ƐĞĂƐŝĞƌĨŽƌƵƐƚŽŐŝǀĞƚŚĞŵŚours suitable 
ƚŽƚŚĞŝƌŚŽŵĞƐŝƚƵĂƚŝŽŶ ? ?
At the same time, it was argued by a number of workers that the personal circumstances of 
workers might also limit the ameliorating impact of any organizational flexibility. Barb, an 
AusCo project worker, pointed out:  
 ‘ QƚŚĞǇ ?ƌĞĨůĞǆŝďůĞƚŽĂƉŽŝŶƚ ?/ŵĞĂŶ ?ŝƚ ?ƐǁƌŝƚƚĞŶǁŝƚŚŝ ƚŚĞ [Enterprise Bargaining 
Agreement] ?ƐŽƚŚĂƚ ?ƐŐƌĞĂƚ ?ďƵƚƚŚĞƌĞĂƌĞƐƚŝůůƉĞŽƉůĞǁŚŽ/ŬŶŽǁǁŚŽĂƌĞƌĞĂůůǇ
struggling either as a single mum or that whole business of dropping their child off for 
ĐŚŝůĚĐĂƌĞŽƌŝĨƚŚĞŝƌĐŚŝůĚŐĞƚƐƐŝĐŬ ?ŽŶĐĞǇŽƵ ?ǀĞƵƐĞĚǇŽƵƌůĞĂǀĞ QƵŶůĞƐƐǇŽƵĂĐƚƵĂůůǇƚĂŬĞ
time off without pay, which is a real issue for people, particularly if they are a single 
mum. ? 
tŚŝůĞĂƌďƌĞĨĞƌƐƚŽ ‘ƉĞŽƉůĞ ?ĂƐǁĞůůĂƐ ‘ƐŝŶŐůĞŵƵŵƐ ? her description of colleagues juggling 
work and family highlights the assumption that it is the role of women to manage the 
intersections and borders between paid and unpaid care work. Indeed Emslie and Hunt  
ĐƌŝƚŝƋƵĞůĂƌŬ ?ƐǁŽƌŬ-family border theory as being gender blind and argue that gender is 
both central to any discussion about intersections between paid work and family life  and 
embedded in the ways in which workers negotiate home and work life (2009, p. 153).  
This raises the issue of how the men in our study saw the connections between work and 
home life. As in the Emslie and Hunt study (2009, p. 167) we found that despite the generally 
similar work and family circumstances of men and women, male workers tended to confine 
issues of caring responsibilities to raising young children, although not necessarily as the 
primary carer as reflected in this excerpt of an interview with Peter, a ScotCo project worker: 
I:   Do you have any care responsibilities at home? 
Peter: Care? 
I:  Yeah, like taking care of kids or elderly parents? 
Peter: I live with my partner and two children.  I suppose two children I look after 
ǁŚĞŶŵǇƉĂƌƚŶĞƌ ?ƐǁŽƌŬŝŶŐĂŶĚƚŚŝŶŐƐ ? 
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Peter saw his role as picking up any slack in the absence of his partner rather than as a 
primary carer. While they differed in the extent to which they took on unpaid caring 
responsibilities, many of the men in our study tended to emphasise the importance of 
keeping a strong barrier between work and life outside. Indeed Doug, a NZCo senior line 
manager, ƚŽůĚƵƐƚŚĂƚƚŚĞŬŝŶĚŽĨǁŽƌŬĞƌƐŚĞůŽŽŬĞĚĨŽƌǁĞƌĞƚŚŽƐĞ ‘ǁŚŽ ?ĚŽŶ ?ƚ ?ŐĞƚƚŽŽ
worried about pretty much any damn thing other than doing absolutely the right thing by 
ǇŽƵƌĐůŝĞŶƚ ? ?
Female workers were more likely to talk about the challenges in crossing the borders 
between work and care and, as illustrated by Judy above, tended to discuss current and 
varied concerns about juggling kids, other care responsibilities and paid work. Freda, a 
ScotCo support worker, also reflected on the permeability of the borders between work and 
care and the difficulty of maintaining separation between them given the nature of her paid 
work: 
  ‘/ŬŶŽǁŝƚ ?ƐŵĞĂŶƚƚŽďĞ QǇŽƵŬŝŶĚŽĨĚƌĂǁĂůŝŶĞďƵƚǇŽƵĚŽŶ ?ƚ ?ǇŽƵget attached to 
ƉĞŽƉůĞĂŶĚǇŽƵĐĂƌĞĨŽƌƚŚĞŵ ?zŽƵǁŽƵůĚŶ ?ƚďĞĚŽŝŶŐƚŚŝƐũŽďŝĨǇŽƵĚŝĚŶ ?ƚŚĂǀĞƚŚĂƚ ?ŝĨ
ǇŽƵĚŝĚŶ ?ƚŚĂǀĞƚŚĂƚĐĂƌŝŶŐƐŝĚĞŝŶǇŽƵ ? ?
As well as the powerful gender norms embedded in working time and care regimes, the 
gender differences we picked up also reflect gender differences in work organisation not 
only in the case studies but in the sector generally (see Baines et al., 2014a).  Many female 
front-line workers were located in unbounded work, such as homelessness, youth work and 
family support where they had to stay till the immediate problem was sorted and the 
borders between work and home adjusted around the demands of vulnerable clients. 
Lauren, a ScotCo support worker, articulates the acceptance by many workers that the 
demands of clients come first:  
 ‘/ ?ǀĞŬŶŽǁn ƐŽŵĞƐĞƌǀŝĐĞƵƐĞƌƐǁŚŽŚĂǀĞďĞĞŶŚĞƌĞĨŽƌŵĂŶǇ ?ŵĂŶǇǇĞĂƌƐ QzŽƵĚŽĨŽƌŵ
ƐŽŵĞŬŝŶĚŽĨĂƚƚĂĐŚŵĞŶƚƚŽƚŚĞŵĂŶĚƚŚĞǇ ?ǀĞďĂƌĞĚƚŚĞŝƌƐŽƵůƚŽǇŽƵ QDĂǇďĞŝƚ ?ƐũƵƐƚĂƚ
this stage of my life that I just think maybe my God to turn my back and then they would 
have to start over with somebody else. But if you died tomorrow these people will have 
to do that anyway. ? 
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Several female care workers in unbounded support roles also identified with their clients, 
which blurred the lines between paid and unpaid care work and between work and personal 
identities. Sarah, a NZCo family crisis worker, said:  
 ‘/ ?ŵŵĞĞƚŝŶŐƉĞŽƉůĞĂŶĚƚŚĞǇ ?ƌĞƚĞůůŝŶŐŵĞƐƚƵĨĨĂŶĚ/ ?ŵƚŚŝŶŬŝŶŐƚŽŵǇƐĞůĨ ? “/ ?ŵŝŶƚŚĞ
same boat ? ?Ƶƚ/ĚŽŶ ?ƚƐĂǇƚŚĂƚ ?^ŽŵĞƚŝŵĞƐǇŽƵƐŚĂƌĞďĞĐĂƵƐĞŝƚ ?ƐŶŝĐĞƚŽƐŚĂƌĞƐŽ
ƉĞŽƉůĞŬŶŽǁƚŚĂƚǇŽƵĚŽŬŶŽǁǁŚĂƚƚŚĞǇ ?ƌĞƚĂůŬŝŶŐĂďŽƵƚ ?ƵƚƵƐƵĂůůǇǇŽƵĚŽŶ ?ƚƐĂǇ
anything, you just think,  “ǇĞĂŚ ?/ŬŶŽǁ ?ĚĂƌůŝŶŐ ?/ ?ŵŝŶĞǆĂĐƚůǇƚŚĞƐĂŵĞƉŽƐŝƚŝŽŶ ?ĞǀĞŶ
though I work. ? ?
Several female interviewees talked about keeping their work and family domains separate. 
However this discourse seemed more characteristic of male line managers and workers, 
which may reflect the more technical tightly bounded work in which men are more likely to 
be located, such as drug and alcohol, day programs or residential programs. Fixed hours and 
shifts made for less permeable boundaries between work and home. However, this was also 
was seen by some interviewees as the result of positive learnt behaviour. In response to 
being asked if he found it easy to balance his home and work life, Peter a ScotCo project 
worker, stated  ‘/ĚŽŶ ?ƚŚĂǀĞĂŶǇŝƐƐƵĞƐ ?ďƵƚƚŚĞŶwent on to observe that was because he 
was one of the more experienced members of staff and that new staff may be stressed by 
the emotional demands of the work: 
 ‘ QǇŽƵ ?ĚŶĞĞĚĂŚĞĂƌƚŽĨƐƚŽŶĞƚŽŶŽƚďĞƚŽƵĐŚĞĚďǇƐŽŵĞŽĨƚŚĞŝƌŝƐƐƵĞƐ ?ǇŽƵŬŶŽǁ ?ĂŶĚ
ǇŽƵĐĂŶŐŽŚŽŵĞĂƚŶŝŐŚƚĂŶĚƚŚŝŶŬĂďŽƵƚƉĞŽƉůĞďƵƚ/ĚŽŶ ?ƚĂĐƚƵĂůůǇƉŚǇƐŝĐĂůůǇƚĂke 
anǇƚŚŝŶŐŚŽŵĞ ?/ ?ŵĨŝŶĞƚŚĂƚǁĂǇ ?. 
Mario, a NZCo line manager in addictions, described his strategy for keeping work separate 
from his life outside:  ‘tĞůů ?ǁŚĞŶ/ ?ŵŶŽƚĂƚǁŽƌŬ/ĨŽƌŐĞƚĂďŽƵƚǁŽƌŬ ?. Henry, a ScotCo group 
home worker, emphasised the lack of recognition by the organization for taking work home 
as a rationale for keeping work and home separate P ‘&ŝƌƐƚĂŶĚĨŽƌĞŵŽƐƚǇŽƵĚŽŶ ?ƚŐĞƚĂŶǇ
ĞǆƚƌĂƚŚĂŶŬƐ ?/ůŝŬĞŵǇĨƌĞĞƚŝŵĞĂŶĚ/ĚŽŶ ?ƚǁĂŶƚƚŽďĞĚŽŝŶŐǁŽƌŬĚƵƌŝŶŐƚŚĂƚƚŝŵĞ ?^Ž ?ŶŽ ?
/ĚŽŶ ?ƚĚŽŝƚ ? ?But there are always exceptions and John, a ScotCo youth work team leader, 
gave his mobile number to his clients because they may need to reach him out of hours:  
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 ‘/ĨǇŽƵƐĂǇƚŽĂĐůŝĞŶƚ ? “/ ?ŵĂůǁĂǇƐŚĞƌĞĨŽƌǇŽƵ ? ?ǁĞůů ǇŽƵŚĂǀĞƚŽĨŽůůŽǁƚŚĂƚƚŚƌŽƵŐh, 
right?  What I say to clients because half of them are young lads who just need to talk to 
ƐŽŵĞŽŶĞďĞĐĂƵƐĞƚŚĞǇ ?ƌĞŝŶƚŚĂƚĂŐĞŐƌŽƵƉǁŚĞƌĞƚŚĞǇ ?ƌĞĨĂŝƌůǇǀƵůŶĞƌĂďůĞ ?/ƐĂǇ ? “/ĨǇŽƵ
need to come in here every day to speak to me  W ĚŽŝƚ ? ? Q ?ĂŶĚ ? / ǀĞŐŽƚĂŶŽůĚŵŽďŝůĞƚŚĂƚ
/ŚĂĚƐŽ/ƐĂǇƚŽƚŚĞŵ ? “dŚĂƚ ?ƐŵǇŵŽďŝůĞŶƵŵďĞƌ ? ? ? 
Despite some strong gender differences in terms of crossing the border between paid and 
unpaid care work there was a widespread acceptance by both workers and line managers in 
all three organizations that paid care work trumps unpaid care work. For many of our 
ŝŶƚĞƌǀŝĞǁĞĞƐ ?ƚŚĞƌĞǁĂƐƐƚƌŽŶŐƐĞŶƐĞƚŚĂƚƉƌŝŽƌŝƚŝƐŝŶŐƚŚĞĚĞŵĂŶĚƐŽĨƐĞƌǀŝĐĞƵƐĞƌƐ ‘ŐŽĞƐ
with thĞƚĞƌƌŝƚŽƌǇ ?ŽĨǁŽƌŬŝŶŐŝŶƚŚĞEPSS. Yet bĞĐĂƵƐĞǁŽŵĞŶ ?ƐůŝǀĞƐĂƌĞƐƚŝůůgenerally more 
ůŝŬĞůǇƚŚĂŶŵĞŶ ?ƐƚŽďĞĚŽŵŝŶĂƚĞĚďǇƚŚĞŝŶƐƚŝƚƵƚŝŽŶŽĨƚŚĞĨĂŵŝůǇ ?it is women who struggle 
most strongly between the demands of providing care in their own families and the 
demands of paid care work (Franzway 2003, p.7). Indeed, for several female interviewees, 
prioritising the demands of paid care work undercut some of the satisfaction and identity 
ƚŚĞǇŐĂŝŶĞĚĨƌŽŵďĞŝŶŐ ‘ŐŽŽĚ ?ĨĂŵŝůǇĐĂƌĞƌƐ ?  
 
Conclusion  
This paper contributes to the literature on workers in the NPSS sector through its focus on 
the impact of lean work organisation and low pay on the way paid front-line care workers 
negotiate their paid and unpaid care responsibilities. It also highlights the structuring effect 
of low pay on these negotiations and the role it plays as a family-hostile dimension of paid 
work. In this way the paper contributes to the growing interest in low-paid workers in the 
work and family literature through an analysis of how the provision of paid care services can 
depend on being subsidised by family members of care workers and may constrain younger 
workers desire to remain in the sector over the longer-term. This theme also relates more 
broadly to the argument that unpaid care in the household provides the social reproduction 
that underpins paid work (Folbre, 2001). As Acker argues, the non-responsibilities of 
organizations for social reproduction consigns caring to areas outside organizĂƚŝŽŶƐ ?
interests and thus maintains the ideal worker as unencumbered with organizational 
practices and policies continuing to reproduce this ideal (1998, p. 200). This phenomenon is 
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sharply delineated in the NPSS, where the costs and overflow of the performance of paid 
care work are both subsidised by unpaid family work that supports workers, both materially 
and practically, and absorbed by the family so that for many workers paid care work crowds 
out the time and energy available for unpaid care.  
The data from our three case studies suggests that the NPSS depend on paid care workers 
being ĞƐƐĞŶƚŝĂůůǇ ‘ĐĂƌĞůĞƐƐ ? ?that is unencumbered with family responsibilities, and not 
requiring breadwinning wages or supportive policies. Indeed, it could be argued that low pay 
and lean work organisation help to construct the ideal social service worker as 
unencumbered and provide little in the way of support to those who do not fit this ideal. 
This is paradoxical because care work is generally seen to be inherently family-friendly: 
because it is largely work that women do, often on a part-time basis. However, through the 
lean work policies and processes of the NPSS family responsibilities ĂŶĚĐĂƌĞǁŽƌŬĞƌƐ ?
desires to feel good about their unpaid care become invisible or at least unimportant in the 
workplace context. 
Our analysis of the data show that for many care workers the unrelenting demands of 
service provision and low pay can make any long term commitment to working in social 
services unrealistic unless their paid care work can be subsidised and/or supported by their 
families. This has diverse effects for different groups of workers. Inadequate pay is the 
strongest factor underpinning younger workers seeing a limited future in the sector if they 
were to take on family responsibilities. Many female workers experience significant stress as 
they bend their unpaid care responsibilities to the demands of their paid work. Indeed self W
sacrificing femininity at work can underpin self-sacrifice in the home including having to 
depend on other family members, sacrificing time with family leading to guilt at home 
(Baines, Charlesworth, Cunningham and Dassinger, 2012).  
However many male workers, less likely to take on primary caring responsibilities, appear 
both less troubled by the prioritising of paid over unpaid care work and less likely to self-
exploit for the job. Most of the male workers interviewed had erected clear emotional and 
physical borders between work and home confining paid care work to the workplace. This is 
not to argue that there are static and/or sharply delineated masculinities or femininities in 
the NPSS sector (Baines et al., 2014a), nor that the increased number of men working in the 
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sector has not led to some men adopting more gender equal norms of caring.  As noted 
above the location of most men in the three organizations in the more technical and tightly 
bounded work with fixed or regular hours made it easier to erect clear boundaries between 
work and home. In areas where the nature of the work more fluid and unbounded both men 
ĂŶĚǁŽŵĞŶƚĞŶĚĞĚƚŽĚŝƐƉůĂǇŵŽƌĞŽĨƚŚĞ ‘ĨĞŵŝŶŝŶĞ-associated, non-profit ethic and 
ǁŽƌŬƉůĂĐĞŶŽƌŵƐ ? ?Baines et al., 2014a, p. 16).    
Nevertheless there is a widespread acceptance across different national and organization 
contexts that the work/family juggle is a personal responsibility rather than a structural 
problem caused by the demands of increasingly greedy organisations and social policy that 
fails to ensure governments adequately fund and support NPSS provision for workers. At the 
level of the workplace, supervisors can play an important role in buffering the impacts of 
paid care work especially through providing for some informal flexibility within the 
constraints of the demands of the workplace (Rubery and Urwin 2011). However the 
presence of formal policies does not necessarily guarantee practical access to family-friendly 
conditions. Moreover, the demands of paid care work and the way it is organised combine to 
create what are arguably family-hostile conditions.  
Managing the borders between paid and unpaid care work at the three organizations is an 
individual (and largely invisible) issue with scant institutional responsibility taken to minimise 
the conflict between the demands of work and care. It is not just the absence of recognition 
and active support for working carers within social service organizations that makes it 
difficult for care workers to juggle their care responsibilities. The failure of social policy to 
promote the valuing and sharing of unpaid care work or to make adequate provision for 
workers in low-paid jobs such as care work (Lewis, 2001, p. 166) constrains the genuine 
choices that workers can make about balancing work and care (Lewis and Guilliari, 2005). 
Further, the lack of adequate public infrastructure including childcare and elder care also 
works to reinforce the individualised nature of unpaid caring responsibilities for all workers.  
The negotiation of work and unpaid care is not dissimilar to the invisible work required to 
make paid care work hold human services together (Charlesworth and Baines, 2011). Indeed 
the invisible work in paid care work flows on to the apparent invisibility of the unpaid care 
that care workers provide in their lives outside work. The failure by many NPSS organizations 
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ƚŽĂĐŬŶŽǁůĞĚŐĞĂŶĚĂĐĐŽŵŵŽĚĂƚĞƚŚĞŝƌǁŽƌŬĞƌƐ ?ƵŶƉĂŝĚĐĂƌĞƌĞƐƉŽŶƐŝďŝůŝƚŝĞƐŚĂƐ






 There are many terms used in the literature to evoke the juggling of market and family work, including work-
family integration, work-family reconciliation and work-family interference. While not without its flaws (see 
DŽĞŶ ? ? ? ? ? ?>ĞǁŝƐĂŶĚĂŵƉďĞůů ? ? ? ? ? ) ?ǁĞƵƐĞƚŚĞƚĞƌŵ ‘ǁŽƌŬ-ĨĂŵŝůǇďĂůĂŶĐĞ ?ŝŶĂŶĞǆƉĂŶƐŝve sense to 
refer to the gendered business of managing work and unpaid care (Pocock et al., 2012). 
2
 We were told by 2 different social workers at NZCo that their wages were around NZ$30,000 pa. Data from the 
Aotearoa New Zealand Association of Social Workers indicates the median wage for base grade NPSS social 
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